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Commissioner of Banks 


Massachusetts Division of Banks 
and Loan Agencies 
100 Cambridge Street 
Boston, Massachusetts 02202 


Dear Consumer, 


Historically, the Commonwealth of Massachu- 
setts has been looked upon asa leader in consumer 
protection. I am pleased, as the Commissioner of 
Banks, to have the opportunity to carry on this 
important tradition. Today, recognizing the 
complexities of modern banking, itis more impor- 
tant than ever for government agencies to play a 
vital role in assisting the citizens of the Common- 
wealth. Strong consumer laws can be utilized to 
create a more effective relationship between our 
financial institutions and consumers. This guide 
will help to familiarize you with the complaint 
resolution services provided by the Massachu- 
setts Division of Banks and Loan Agencies and 
other state and federal agencies. I encourage you 
to exercise your rights as a consumer and contact 


the appropriate pd tie necessary. 
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Andrew J. Calamare 
Commissioner of Banks 


DUAL BANKING SYSTEM 


This pamphlet provides an overview of the 
regulatory responsibilities of the Massachusetts 
Division of Banks and Loan Agencies and 
indicates how to file a complaint with the Division 
and other bank regulators. 


For the efficient use of this guide some basic 
information is necessary. In the United States, 
banks and certain other financial institutions are 
chartered and regulated by either the state or the 
federal government. This is referred to as the dual 
banking system. This separation of regulatory 
authority makes it necessary for you to determine 
which bank regulatory agency to contact. The 
following information will assist you in making 
this determination. 


THE MASSACHUSETTS DIVISION OF 
BANKS AND LOAN AGENCIES 


The Massachusetts Division of Banks and Loan 
Agencies is an agency within the Executive Office 
of Consumer Affairs and Business Regulation. 
The Division has jurisdiction over Massachusetts 
state-chartered financial institutions and out-of - 
state financial institutions that have been 
granted authority to do business in the 
Commonwealth. By law, the Division is required 
to examine and /or regulate the following state- 
chartered financial institutions and facilities to 
ensure their compliance with state and federal 
laws and to oversee their safe and sound 
operation: 


Commercial Banks (Trust Companies) 
Cooperative Banks 

Savings Banks 

Credit Unions 


Automated Teller Machines (ATMs) 
Bank-Affiliated Mortgage Companies 

Bank Holding Companies 

Foreign Bank Branches 

Out-of-State Bank and Credit Union Branches 
School Banks 


The Division also licenses and examines certain 
consumer credit agencies. These include: 


Check and Money Order Issuers 

Collection Agencies 

Foreign Transmittal Agencies 

Insurance Premium Finance Agencies 

Motor Vehicle Sales Finance Companies 
Retail Installment Sales and Service Agencies 
Small Loan Agencies 


The Division oversees the following areas of 
consumer protection: 


Availability of Funds 
Automobile Repossession 
Checking Accounts 
Community Reinvestment 
Credit Cards 

Debt Collection 

Electronic Fund Transfers 
Equal Credit Opportunity 
Retail Installment Sales and Service 
Truth in Lending 

Truth in Savings 


HOW TO CONTACT THE 
MASSACHUSETTS DIVISION OF BANKS 
AND LOAN AGENCIES 


Your complaints and inquiries relative to 


Massachusetts state-chartered financial 
institutions or licensees should be directed to: 


Consumer Assistance Office 
Massachusetts Division of Banks 
and Loan Agencies 
100 Cambridge Street 
Boston, MA 02202 
(617) 727-2102 or 2103 


You may make an inquiry or file a complaint in one 
of several ways: 


1. Telephone the Consumer Assistance Office to | 


make an inquiry and/or request a complaint 
form (also available in Spanish). 


2. Write a letter directly to the Consumer 
Assistance Office. 


3. Write to the president of the financial 


institution and send acopy ofyour letter tothe _ 


Consumer Assistance Office. 


Remember to date your letter and include daytime 
phone number(s). Clearly print your name and 
address on both the envelope and the top of the 
letter. State your case in brief paragraphs. 
Include the history of the problem, the nameof the 


institution, the name(s) of the person(s) you have | 
dealt with, account numbers and pertinent dates. 
Attach copies of supporting documentation. | 


Never send originals. 


The Consumer Assistance Office will notify you | 
when your complaint has been assigned to a con- | 


sumer specialist. 
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FEDERAL BANK REGULATORY 
AGENCIES 


The Office of Comptroller of the Currency (OCC) 
has jurisdiction over national banks. These are 
identified by the words National or National 
Association or the initials N.A. in the title of the 
bank. These banks are federally chartered com- 
mercial banks. Contact: 


Office of Comptroller of the Currency 
1211 Avenue of the Americas 
Suite 4250 
New York, NY 10036 
(212) 944-3495 


The Federal Home Loan Bank of Boston (FHLBB) 
has jurisdiction over federal thrift banking insti- 
tutions. These are identified by the words Fed- 
eral, Federal Association, Federal Savings and 
Loan, or Federal Savings Bank or the initials 
FS&L, FSLA, FA, FSA, or FSB in the title of the 
bank and are known as federal sayings and loans 
or federal savings banks. Contact: 


Federal Home Loan Bank of Boston 
One Financial Center 
P.O. Box 9106, GMF 
Boston, MA 02205-9106 
(617) 292-9681 


The National Credit Union Administration 
(NCUA) has jurisdiction over federally chartered 
credit unions. These are identified by the word 
Federal in the title of the credit union. Contact: 


National Credit Union Administration 
9 Washington Square 
Washington Avenue Extension 
Albany, NY 12205 
(518) 472-4554 


OTHER MASSACHUSETTS CONSUMER 
AGENCIES 


If you have a complaint or question involving 
your rights as a consumer, contact: 


Executive Office of Consumer Affairs 
and Business Regulation 
Consumer Information Office 
One Ashburton Place, 10th floor 
Boston, MA 02108 
(617) 727-7780 


or 


Office of the Attorney General 
Consumer Protection Division 
One Ashburton Place, 19th floor 
Boston, MA 02108 
(617) 727-8400 


Questions and concerns relative to inactive bank 
accounts and abandoned property should be di- 
rected to: 


Office of the Treasurer 
and Receiver General 
Abandoned Property Division 
50 Franklin Street 
Boston, MA 02110 
(617) 426-0802 


Questions and complaints relative to discrimina- 
tion should be directed to: 


Massachusetts Commission Against 
Discrimination 
One Ashburton Place, 6th floor 
Boston, MA 02108 
(617) 727-3990 


OTHER FEDERAL AGENCIES 


Questions concerning Federal Reserve member 
banks, bank holding companies and/or federal 
banking regulations and statistics should be 
directed to: 


Federal Reserve Bank of Boston 
600 Atlantic Avenue, 9th floor 
Boston, MA 02106 
(617) 973-3452 (Public Services) 


Questions concerning federal deposit insurance 
should be directed to either: 


Federal Deposit Insurance Corporation 
(FDIC) | 
160 Gould Street 
Needham, MA 02194 
(617) 449-9080 


or 


Federal Savings and Loan Insurance 
Corporation (FSLIC) 
One Financial Center 
P.O. Box 9106, GMF 
Boston, MA 02205-9106 
(617) 292-9681 


or 


National Credit Union Administration 
9 Washington Square 
Washington Avenue Extension 
Albany, NY 12205 
(518) 472-4554 


Questions and complaints concerning credit 
reporting bureaus should be directed to: 


Federal Trade Commission (FTC) 
10 Causeway Street, Room 1184 
Boston, MA 02222-1073 
(617) 565-7240 or 7276 


